
TO: Grace McGill 

FR: Michael Weis 

RE: Customer Satisfaction Apology  

Date: October 19, 2009 

 

In response to the recent dissatisfaction of our customers regarding the computer systems 

malfunction last week I have written a letter of apology on behalf of America West Airlines.   

In doing so, I expressed our mortification in regards to the incident and sincerely apologized to 

our customers for any inconveniences we may have caused.  I also made a point to thank them 

for their patience and understanding.  I then proceeded to explain what had happened and assured 

them that we are doing everything in our power to investigate the malfunction and prevent future 

issues from arising. Also, by your request, I tried to reduce the offensiveness of what happened 

be informing them that we will be providing a complimentary voucher for future travel. 

To conclude the apology I made clear as to how much we appreciate their business and look 

forward to working with them again. 
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October 19, 2009 

 

To Our Valued Customer: 

 

On behalf of America West Airlines I would like to sincerely apologize for any inconveniences 

that you may have experienced in relation to our unexpected technical difficulties on October 11, 

2009.  We want to ensure you that the problem has been resolved and the issues in which you 

experienced will not occur in the future. 

In addition to my apology, I would like to provide you with some information about what 

happened that day and how we plan on preventing future mishaps.  Our main computer system 

malfunctioned, which consequently led to the cancelations and delays of flights across the 

country.  We here at America West would like to assure you that we have taken every measure 

necessary to investigate, diagnose, and fix any problems that occurred.  We have also taken 

deliberate action to further educate and train our management in order to prevent any problems 

of this nature from happening in the future. 

I thank you for your patience while the problem was resolved and alternate flight arrangements 

were made.  With the hope that you provide us the opportunity to prove that there are better 

experiences to have with America West Airlines we will be providing you a voucher to apply for 

future America West reservations. 

We truly appreciate your valued business, and look forward to flying with you again soon. 

 

Sincerely, 

 

 

Grace McGill 

President, America West Airlines 

http://www.usairways.com/
http://upload.wikimedia.org/wikipedia/en/e/ec/America_West_logo.png

